
THE CUSTOMER SUCCESS CHEAT SHEET

What is Customer Success (CS)?  
Customer Success is a field primarily seen in companies that use a subscription or SaaS (software-as-a-service) model. 

What is CS responsible for?  
Reducing/managing churn, increasing contract value for existing customers, and improving the customer experience. 

What is the difference between CS and Sales? 
Sales brings in new customers by describing how their product/service will address the customers’ needs. CS gets 
handed those customers and is responsible for making sure those needs are met (and more). 

What software is needed for CS? 
While many necessary functions can be done using Google sheets or Excel, you can use CS software to store 
customer data, manage customer pipelines, track customer health scores, generate reports, and more. 

How do you evaluate CS? 
1. Measure your churn rate on a monthly, quarterly, and/or annual basis 
2. Track upsells and renewals on a monthly, quarterly, and/or annual basis 
3. Send Net Promoter Score (NPS) surveys every quarter 

What is Churn rate? 
Your churn rate is the percentage of revenue lost from existing customers in a given period 

What is NPS? 
NPS is the leading survey methodology for customer experience. There are two questions: “How likely is it that you 
would recommend my brand/product/service to a friend or colleague?” (Answers are based on a 0-10 scale) and 
“What is the most important reason for your score?” (Answers provided as free text) 

What is a CS playbook? 
A CS playbook contains all of your CS processes. Its purpose is to help you standardize your practices, grow your CS 
team efficiently, and have a methodology in place that you can continually iterate on and improve. 

What are some strategies for reducing churn? 
Build strong relationships with customers, see them and talk to them frequently, engage all stakeholders so that no 
one can pull the rug out from under you. 

What are some strategies for maximizing contract value? 
Set goals (both internally and with the customer), create workback schedules so that you know if the client is on track 
or off track, and get as much data as you can so that you can conclusively prove your value.  

Why are customer relationships so important? 
If you have a strong relationship, the customer will let you know if they are unhappy and they will give you a chance 
to fix the situation. If you have a weak relationship, they won’t say anything — they’ll just leave. 

How is a CS playbook developed and managed? 
This is an ongoing process, as a CS playbook is never really done. It requires input from Sales, CS, Product, Support, 
Operations, and C-Suite. There should be review meetings at least twice a year to assess areas of the playbook that 
need improvement.  

How do I get started with CS? 
1. Decide on your CS playbook management team—who will be on it? When/where are you meeting? 
2. Set your long-term CS goals—what is your CS team going to be responsible for? 
3. Establish your baseline data using your long-term goals as a framework (i.e. if one goal is to lower churn rate, 

make sure you know what your current churn rate is) 
4. Set your short-term CS goals—if your yearly goal is to reduce churn, what does the quarterly goal need to be? 
5. Build your customer journey maps—what milestones do you/your customers need to hit and by when? 

Good luck! For more information, download the full Beginner’s Guide to Customer Success at playtowinn.com.

http://playtowinn.com

